KEEGAN WERLIN LLP

ATTORNEYS AT LAW
265 FRANKLIN STREET
BOSTON, MASSACHUSETTS 02 110-31 13 TELECOPIERS:

B817)951- 1354
617)851-1400 B17)951-0588

May 20, 2005

Mary L. Cottrell, Secretary

Department of Telecommunications and Energy
One South Station, 2™ Floor

Boston, MA 02110

RE: New England Gas Company, D.T.E. 05-24

Dear Ms. Cottrell:

Please find attached the responses of New England Gas Company to the
Department’s First Set of Information Requests in the above-referenced proceeding. If
you have any questions, please call me at your convenience. Please also direct any
correspondence to:

Kevin F. Penders, Esq.
Manager, Regulatory Relations
New England Gas Company
100 Weybosset Street
Providence, Rhode Island 02903
Direct: (401) 272-5040 x 2212
Fax: (401)751-0698

Sincerely,

b Al
Enclosures

C John K. Habib
4
cc: Jody Stiefel, Hearing Officer

Joseph Rogers, Assistant Attorney General
Kevin Penders

Karen Czaplewski

Peter Czekanski



COMMONWEALTH OF MASSACHUSETTS

DEPARTMENT OF TELECOMMUNICATIONS AND ENERGY

FIRST SET OF INFORMATION REQUESTS OF THE

DEPARTMENT OF TELECOMMUNICATIONS AND ENERGY TO

NEW ENGLAND GAS COMPANY
D.T.E. 05-24

Dated: May 20, 2005
Respondent: Karen Czaplewski

Information Request DTE-1-1

Refer to the Company’s commentary on Consumer Division Cases and Billing
Adjustments in Section 2 of the filing. The Company states that the Company requires
clarification from the Department on the classification rational for certain calls and that
its 2004 performance in this measure is at least partially attributable to communication
problems between itself and the Department.

(a) What aspect of the current rationale is unclear to the Company?
(b) Explain how this issue impacts the Company’s performance in this measure.
(c) Comment on how staff changes impacted the Company’s performance in this
measure.
Response
(a) and (¢)

In compiling data for the Company’s Annual Service Quality Report (“ASQR”)
for 2004, the Company determined that its Consumer Division Cases (“Cases”)
for the year were significantly greater than in previous years. By the deadline for
filing the ASQR, the Company had concluded preliminarily that the
discrepancies between the Company’s 2004 performance and its performance in
previous years may have resulted partly from: (1) the Department classifying as a
Case certain matters that the Company believed should not be so categorized;
combined with (2) inconsistent communication by the Company to the
Department regarding the Company’s perspective on these matters. These initial
conclusions were noted in the Company’s ASQR.

Since the filing of the ASQR, the Company has spent a significant period of time
reviewing the Cases attributed to it for the year 2004 and believes that its initial
conclusions were accurate. First, the Company has determined that there were a
large number of Cases attributed against the Company for 2004 where the
Company has no record of any initial contact with the customer prior to
Department intervention, contrary to the criteria reflected in the D.T.E. 99-84
Service Quality Guidelines (the “Guidelines”). One of the criteria in the
Guidelines for categorizing a matter as a “Case” is that a customer is required to
have first contacted the customer’s distribution company in an attempt to resolve
the matter. However, based on Company records, the Department attributed
against the Company matters that arose during last year where the Company’s
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customer had not given the Company the opportunity to resolve an issue prior to
contacting the Department.

The Company has identified an issue with the Department’s telephone system
that may have contributed to this situation. The Company’s understanding is
that, if a customer contacts the Department directly, that customer may be given
the opportunity to be transferred through the Department’s telephone system to
the Company for the opportunity to make an initial effort at resolution.
However, in April 2005, the Company discovered that the Department’s
telephone system did not recognize the Company’s name (New England Gas
Company), which has been used by the Company in its monthly billings and
other correspondence for over two years. Accordingly, efforts by the
Department’s staff to transfer some customers to the Company may not have
been successful.

Lastly, the Company had determined that some Cases attributed against the
Company for 2004 were related to Commercial Accounts. However, the
Guideline’s criteria for categorizing a matter as a Case include the requirement
that “the matter involves an issue or issues over which the Department typically
exercises jurisdiction.” Guidelines at §IIL.A(4). Accordingly, because the
Department’s jurisdiction is typically exercised in the context of service to
residential customers, the Company is unclear whether these matters should have
been attributed against the Company as a Case.

However, as noted previously, there was a change in 2004 of Company
personnel responsible for overseeing the monthly monitoring of SQ tabulations.
The Company believes that inconsistent communication between the Company
and the Department in the wake of this change may have exacerbated the
situation described above. Accordingly, the Company will be more diligent
going forward in reviewing and questioning those Cases it deems questionable or
inappropriately designated against the Company.

The Company believes that many of the issues discussed above result in Cases
being charged against the Company without merit. The Company did a high-
level overview and sampling of the customer complaints filed with the
Department and found numerous Cases from last year that should have been
addressed and discussed more timely with the Department. Realizing that these
issues would take considerable time to document and investigate, the Company
is not challenging any particular Case that was attributed against the Company
for 2004. Instead, the Company will review Department reports on a monthly
basis and intends to meet with the Department quarterly on questions and issues
of each particular case.



COMMONWEALTH OF MASSACHUSETTS
DEPARTMENT OF TELECOMMUNICATIONS AND ENERGY

FIRST SET OF INFORMATION REQUESTS OF THE
DEPARTMENT OF TELECOMMUNICATIONS AND ENERGY TO
NEW ENGLAND GAS COMPANY.

D.T.E. 05-24 -

Dated: May 20, 2005
Respondent: Robert J. Riccitelli

Information Request DTE-1-2

Refer to page 2 of Appendix E of the filing. Please comment on the Fall River
division’s substantial increase in capital expenditures during 2004 relative to prior
levels. What factors are primarily responsible for driving this increase in expenditures?

Response

Unlike in prior years’ Annual Service Quality Reports (“ASQR™), the capital investment
data provided by the Company in its 2004 ASQR includes capital spending from two
closings of the Company’s books, one on June 30, 2004 and one on December 30, 2004.
This change resulted from the fact that, during 2004, the Company’s fiscal year changed
from a June 30 year-end to a December 30 year-end. Accordingly, the Company’s 2004
capital investment figures include completed capital investment from July 1, 2003
through December 31, 2004, or a total of 18 months of investment. Because of the
change in the Company’s fiscal year, the Company’s 2005 ASQR will reflect capital
investment for fiscal year 2005, which will end December 30, 2005.

Please see Attachment DTE-1-2 which further breaks outs the information provided on
page 2 of Appendix E to reflect the Company’s capital investment from July 1, 2003
through December 30, 2004.
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COMMONWEALTH OF MASSACHUSETTS
DEPARTMENT OF TELECOMMUNICATIONS AND ENERGY

FIRST SET OF INFORMATION REQUESTS OF THE
DEPARTMENT OF TELECOMMUNICATIONS AND ENERGY TO
NEW ENGLAND GAS COMPANY
D.T.E. 05-24

Dated: May 20, 2005
Respondent: Peter Czekanski

Information Request DTE-1-3

Refer to Appendix G of the filing. Comment on the reduction of staff during 2004.
Identify the function each staff member served prior to leaving the Company.

Response

During 2004, six individuals terminated their employment with the Company that were
assigned to the Fall River Service Area, and one individual joined the Company, who
has been assigned to the Fall River Service Area. Of the six individuals who left the
Company, two were dispatchers, and the remainder worked as a credit and collections
representative, an accounting clerk, a payroll clerk, and the manager of regulatory
relations, respectively. The individual hired in 2004 conducts work relative to corrosion
and leak surveys. '

The dispatcher, payroll, and accounting positions have been absorbed into the
Company’s Rhode Island operations, as has the credit and collections representative.
Although the Company’s former manager of regulatory relations was categorized as an
employee of the Fall River Service Area’s legacy company for purposes of SQ
reporting, the Company’s current manager of regulatory relations is classified as an
employee of New England Gas Company.



